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Abstract:  
The SNAP service has existed in some form on the WPI campus since the 1981. In its twenty-
eight-year existence it has evolved from a walking patrol service to a walking escort, and then 
finally to a van service for the students of WPI. The service as it exists today is an on call van 
service that will transport students to residential locations within a mile of campus. The 
service has been of great benefit to many of the students who live off campus. Due to the 
service’s large ridership it was deemed necessary to perform an in-depth analysis of the 
service to identify areas upon which the service can be improved. The analysis included an 
identification of problems through several interviews with students and employees of the WPI 
Police department and a quantitative analysis of Call Log data provided by the WPI police 
department. Subsequently a survey was sent to the WPI students to obtain data about the 
SNAP service ridership and student opinions of the service, and service effectiveness. After a 
careful study of model services at peer institutions, conclusions were drawn about SNAP and 
suggestions for improvements were generated. These suggestions include, purchase of a third 
van, or third van on a fixed route and the integration of a data terminal in the vans to record 
call data.  
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Chapter 1: INTRODUCTION 
1.0 Introduction 
Worcester, Massachusetts is the second largest city in the Northeast (New England) 
United States and is considered home to approximately 175,000 individuals. The Greater 
Worcester area supports colleges and universities, numerous public and private schools, and a 
number of places of business and private residences. With such a large blend of different 
people and backgrounds Worcester is, by nature, a hub of diversity, which makes the city 
excellent place to have colleges and universities. Worcester has its fair share of violent crime, 
for a city of its size. It is in this environment that Worcester Polytechnic Institute (WPI) is 
located. 
Figure 1: Map of WPI's Campus and Surrounding Area - 
http://www.wpi.edu/About/Visitors/campusmap.html 
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WPI, like any college, is committed to ensuring the safety and well being of its students 
and the security of the campus on which those students live and attend classes. Fortunately 
for WPI, Worcester is relatively on par with other Northeastern cities in crime rate and is not 
necessarily more or less safe than other cities. According to the Worcester Police 
Department’s website1, there were only 6 instances of violent crime and 66 cases of property 
crime committed in the vicinity of WPI’ campus between July 1st, 2008 and September 30th, 
2008. The Worcester Police Department defines the vicinity of WPI to be all of the area 
enclosed by using 101-225 Park Ave, 178-250 Highland Street, Lancaster St, and Salisbury 
Street as boundaries. 2This data puts the crime rate for this area, approximately 1/4 of a 
square mile, at approximately 2 violent incidents per month and the property crime rate at 
about 20 incidents per month. However the 746 violent1 incidents per 100,000 people for 
Worcester as a whole are comparatively higher than the 469.2 per 100, 000 people a year for 
the national average3.2
1.1 SNAP –Security Night Access Patrol 
 
Despite these encouragingly low crime numbers around the WPI compared to other 
areas of Worcester, Worcester is not always viewed as a safe place to be. This is especially 
true for students who are less familiar with the WPI area or an urban setting. Thus, WPI, like 
many other colleges, has taken extra steps to show its students and their parents that as a 
University, WPI is a safe environment for students to live. These steps are best demonstrated 
by the existence of a WPI Police Department, the introduction of emergency telephone booths 
around campus, the creation of the SNAP (Security Night Access Patrol) service, and other 
                                                          
1 http://www.ci.worcester.ma.us/cau/ncs/ncs.htm 
2 http://www.fbi.gov/ucr/2008prelim/table_4il-mo.html 
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efforts dedicated to ensuring the safety of students and faculty. In fact, as a community, WPI 
has become reliant on many of these services. This is evident with the SNAP service, which has 
been used at least once by well over half of the students surveyed, and, is used between 90-
115 times each day of operation. This makes it one of the most frequently used programs 
offered to students on campus.  
1.1.2 SNAP History 
The SNAP service started under a much different premise than it currently operates. In 
1981, the Security Night Access Patrol (SNAP) was started in an effort to assist the WPI Police 
Department with ensuring the security of the WPI campus. The service was comprised of a 
group of students who would be responsible for monitoring activity in the dorms and ensuring 
that only students and other authorized persons were present in the dormitories. The service 
operated as a monitoring and reporting service until 1990. It was at this time that the SNAP 
service began escorting students around campus at night to further ensure student safety. 
From there it was not long before a van was acquired and the service shifted focus towards 
providing students with secure transports around campus and nearby areas.  
1.1.3 Area Safety and Crime 
The information about crime in Worcester and around the WPI campus undoubtedly 
raises the question “If the area around WPI is so safe and has so few reported violent and 
property crimes, then why is any van transport service required?” The first and most relevant 
way of addressing the need for the SNAP service is viewing it in terms of the question, “Would 
not it be better to have a service and not need it all the time than to not have the service at 
all?” For the sake of promoting safety, it makes more sense to provide a service so that the 
4 
 
students at least have some measure of protection from being victimized. Additionally, those 
crime statistics are only for the 1/4 square mile area of Worcester in which WPI and its 
neighboring streets such as Dean St, Elbridge St, and Einhorn Road are situated. Many off-
campus students live farther than a mile away from campus, in order to obtain WPI Parking 
permits, and are not located in this “area” of Worcester. As a result the crime rate statistics 
for WPI are not an accurate representation, and give an incomplete view of the actual safety 
of students when walking around campus after dark.  
The SNAP service has a radius of one mile around campus, and it services several 
Figure 2: One mile Radius of the SNAP Service - http://maps.google.com/ 
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destinations even further out than this radius such as the trains at Union Station and the 
pharmacies on Park Avenue.  
One area serviced by SNAP of particular note is the area just South of Highland Street. 
As many WPI students and other residents of this particular area of Worcester know, a Becker 
college student was murdered on September 21, 2008 at North Ashland Street. This indicates 
that, unfortunately, some areas that the SNAP van services, are likely not as safe as the areas 
immediately adjacent to the WPI campus and thus it seems appropriate for WPI to offer the 
students a safe method of transportation through these areas. 
Also, it should be noted that the SNAP service is used so frequently, typically more 
than 100 times a day on average, that it has become an integral part of WPI life. It is not 
uncommon for students remain on campus long after classes have ended to participate in 
extracurricular activities and study in Gordon Library. Many students live close enough to 
campus so that driving is unnecessary and students willingly walk when they first head to 
classes. However, in the evening hours, those who walked to campus earlier in the day might 
reconsider that decision, especially in the harsh New England winter months when it gets 
darker much earlier. Students may (understandably so) not be willing to walk any significant 
distance in the dark and alone. Thus, they may call for a ride from the SNAP service.  
Yet another example of the necessity of the SNAP service is the desire to limit students 
from drinking and driving. It has been reported by student drivers of the SNAP service, that on 
weekends the SNAP vans are used to “party hop” from place to place. While this use of the 
service is not exactly what was intended when first implemented, it does provide students 
with an alternative to drinking and driving and it helps to keep drunken students off the 
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streets where they would be more susceptible to being preyed upon by criminals. As a result, 
SNAP appears to have become a necessity to WPI and its students.  
1.2 Project Statement 
This project was created and sponsored by the SGA [Student Government Association] 
in order to take a closer look at the SNAP service and to see in what ways, if any, the service 
could be improved upon. One option available to the SGA was to recommend more funding 
for such improvements through the “student life fund”. This money is used under the 
supervision of the SGA towards improving the quality of life on-campus for all WPI students. 
Recently there has been some discussion about utilizing a portion of this money, along with 
further funding from the university itself, towards improving the SNAP service, which would 
benefit students and improve their experiences on campus. Hence this project was 
conceptualized and the team was chosen to do an in-depth analysis of the SNAP service to see 
if there were anyways in which to improve the service. Specifically, SGA listed the following as 
some of the main goals of sponsoring this project: 
- Evaluation of the efficiency and efficacy of the current SNAP service 
- Determining whether a professional company should be used in lieu of the current service, 
- Assessing whether another van is needed,  
- A comparison of SNAP to similar services at other campuses.  
1.3 Summary  
It was with the above knowledge and the listed goals, among others, that this project 
was undertaken. The team first became as familiar with SNAP as possible in order to fully 
grasp the complexities of the issues facing the service and what social circumstances lead to 
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the necessity of such a service in the first place. Then a direct methodology was utilized in 
order to best obtain concise and usable data from the student population of WPI regarding 
the SNAP service. As well as to obtain insight from people who were directly responsible for 
the oversight and day-to-day operations of the SNAP service. All of this information was 
compiled and then analyzed which the led the team to come up with several conclusions and 
recommendations for the service.  
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Chapter 2: BACKGROUND  
2.0 Introduction  
Worcester, like any city, is not always a safe place to be and despite the efforts of 
numerous police officers and other citizens, crimes do occur. This fact is possibly the most 
relevant towards the SNAP service, as it only became what is today as a direct result of the 
issues involving crime and safety in and around the WPI campus. However, there are also 
numerous additional factors that must be accounted for when attempting to objectively 
observe the SNAP service. As a college campus, WPI has a unique atmosphere, which is vastly 
different than that of Worcester even though one is situated right inside of the other. 
Consequently the service has to operate in a dual environment, which raises other issues. 
Additionally, one cannot have a full view of any such service without comparing it to other 
similar services and so a few details relating to the analogous services of WPI’s peer 
universities have also been examined. Through the observation of all of this data more 
clarified view of SNAP can be obtained to make clear and rational judgments based upon the 
service. 
2.1- Social Implications of Crime in Worcester 
 Crime is a part of city life and it affects everyone who lives in the city where it takes 
place. Crimes of all nature are constantly being reported throughout the news media. This 
allows the public to be better informed of where certain crimes seem to occur, how they can 
best protect themselves and allows the public to assist in the location and identification of 
criminals. Keeping thorough reports of criminal incidents additionally allows the services of 
state and local police to be measured to determine whether additional efforts are needed to 
keep the public safe.  
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Federal and state laws sometimes even require such reports to be composed and 
distributed. Many students and faculty of WPI are likely somewhat familiar with the safety 
notification booklet given out each year. This booklet is distributed by the WPI Police 
Department and the University in order to fulfill the requirements of the Cleary Act. This act 
requires institutions to produce an annual security report to be distributed to employees and 
students (including prospective students), keep a crime log available to the public, give timely 
warnings of threats to the safety of students and employees, and keep and maintain at least 3 
years of statistics on crime on campus and in the institutions facilities and in public places and 
in non-campus buildings involving students or employees of the campus. (“Complying With 
the Jeanne Clery Act." Security on Campus, Inc.) If these conditions are not adhered to, the 
government imposes a strict monetary penalty on the school and can cut its federal funding 
severely. However, increasing the public knowledge of such events also has an additional 
unwanted side effect; negative publicity. It may seem inane but it has a profound effect upon 
city life for all of the city’s inhabitants.  
Whenever a crime is reported to someone or word about a crime begins to spread, 
people’s perceptions are influenced. For example, according to the FBI Report of Offenses 
Known to Law Enforcement from January to June of 2008, the latest data available, Worcester 
had 746 incidents of violent crime and only 2,975 incidents of property crime 
(http://www.fbi.gov/ucr/2008prelim/table_4il-mo.html). With a reported population of 
175,825 the number of crimes per person during this six-month period was 0.0042 for violent 
crime and 0.0169 for property crime. Despite this, when surveyed the students who said they 
felt “unsafe” or “very unsafe” in Worcester outnumbered those who felt “safe” or “very safe”. 
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Clearly there is a discrepancy between student views of personal safety and the actual level of 
personal safety the crime statistics document.  This negative view towards the safety of one’s 
self in Worcester is a large portion of the impetus behind service such as SNAP. If people were 
not so afraid of an incident occurring then there might be less of a push for WPI to offer such 
safety services.  
2.2- Environment of the WPI Campus 
 Universities face a more heterogeneous set of issues when dealing with crime than do 
cities. The fact that they are composed primarily of young people is one such difference. These 
young adults face a unique situation where they are placed into city life while simultaneously 
they spend much time in the maintained “bubble” environment of campus. They have less 
experience in life than do adults and sometimes make safer decisions in regards to their own 
actions and the resulting consequences. This can make them easy targets for people who seek 
to prey on others for their own gain.  
WPI has formed its own police department to help ensure the safety of its students 
and employees. It is under the guidance of this department that the SNAP service operates. 
However, these officers are not able to be everywhere at once to ensure the safety of every 
person on the WPI campus. This is where the need for SNAP and other similar safety services 
arise. The SNAP service, specifically, can help alleviate some of the pressure on the police 
force by ensuring students have a safe method of travel and by keeping them from wandering 
the poorly lit and unguarded streets of Worcester.  
By comparison, the WPI campus itself is fairly compact and well lit so it is unlikely that 
crime will go unnoticed or will not be promptly and properly dealt with. Across campus there 
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are also numerous emergency phones. These phones require only the push of a button to 
alert campus police of an emergency or crime and the location of the incident. Additionally, 
the dorms are keycard protected so that only someone with proper access levels should be 
able to obtain entry into these buildings. 
However, despite the many efforts undertaken by WPI to ensure safety, a majority of 
WPI students live off-campus and are not as well shielded by such services as those students 
who reside on-campus. Students living off-campus are quite safe in their own residences and, 
due to the efforts of WPI and its police officers; they are safe on-campus as well. The only area 
that is less secure is the area in between these two. The SNAP service currently focuses the 
efforts of those involved into combating this situation so that students living off-campus may 
feel just as secure in going home after classes as those who live on-campus. 
2.3 SNAP Background 
The SNAP service currently operates under simple principles based around the ultimate 
goal of providing students with a safe and reliable means of transportation to and from 
campus when it is not safe to walk. However, the SNAP service was not started with that 
intention, but has evolved into its current form based on the needs of students. The service 
known as SNAP was formed in 1981 under the guidance and supervision of the then Assistant 
Dean of Student Affairs, Janet Begin Richardson and was known as the Security Night Access 
Patrol. It was in B-term of that year that the service officially began and it had a working staff 
of 16 students, 1 student coordinator who was responsible for directing the other students’ 
activities and the other 15 who were known as patrol personnel. The only similarity this shares 
with the current service is that it shares the basic format of a student supervisor overseeing 
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the day-to-day operations and a host of students working underneath them performing the 
everyday duties required to operate the service.  
In 1981, it was the duty of the students working for SNAP to patrol the halls of the 
dormitories and the wedge during the night to ensure that only students and other 
appropriate persons were present. This service originally ran between 11 PM and 5 AM each 
night. The name for SNAP makes much more sense when viewed with this knowledge, as the 
students were a night patrol to regulate who was allowed into the dorms for the purpose of 
security. However, though the service itself changed format multiple times, the name and 
abbreviation SNAP remained and continues to be how the service is designated. However, 
after only 3 years of operating SNAP was already facing challenges. By this time the number of 
students working had decreased by 3 and the people directing SNAP were having difficulty 
finding more people willing to assist with patrolling dorms.  To remedy this issue and attract 
more students to assist the service, the hours of operation were shifted to 9 PM to 3 AM. It 
was at this time that the student newspaper “Newspeak” ran an article reporting significant 
decreases in vandalism and other petty crime on campus. While SNAP was not directly 
mentioned in the article, it is hard to believe that these results were not, at least in part, due 
to the diligent and thorough efforts of the students involved in the SNAP service.  
By 1990 the service had once again changed format. By this point, the dorms of WPI 
were no longer the primary focus of security services, such as SNAP. It was around this time 
that the student patrol workers began escorting other students around campus on foot when 
requested, rather than just patrol the dorm halls all night. The service was still responsible for 
patrolling the dormitories and the wedge at night; however due to further lack of personnel 
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and the additional strain of escorting students around campus the hours of operation were cut 
back to Monday through Thursday 9 PM to 2 AM and Friday and Saturday 9 PM to 3 AM. At 
some point between 1990 and 2006 the service stopped doing patrols throughout the dorms 
entirely, most likely when the current access keycards went into full effect or when that duty 
was left to the respective RA’s of each dorm, and the service switched from doing walking 
escorts around campus to vehicular escorts around and to and from campus. That year a small 
piece was also run in the “Two Towers” newspaper, which described the basic policies and 
principles of SNAP in its current format.  
2.4 The SNAP Service Today 
 Today the service runs two vans and uses the campus police station in Founders Hall as 
a base of operations. The service is available from 6 PM-4 AM in A term and from 4 PM-4 AM 
in B, C and D-terms to work around the shorter days in the winter months. Each day the 
service runs is split into three 4-hour shifts with students able to work more than one of the 
four hour periods if desired. In each van there are two employees; a driver and a copilot, and 
there is always a dispatcher in the student bay taking phone calls for rides. Currently the SNAP 
service employs 33 students, 2 student supervisors and 31 students responsible for driving, 
dispatching and functioning as co-pilots depending on what they are scheduled as. The driver 
is obviously responsible for driving the van to its destinations and picking up the students, 
while the copilot is given the responsibility of communicating with the dispatcher working out 
of the station. The copilot is a critical position, which involves taking calls and directing the 
driver to the destinations as well as recording all pick-up and drop-off locations. Additionally, 
the presence of two students is preferable to keep both the riders and drivers safe. The 
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mentality being that there is safety in numbers. Van upkeep and repair costs are included in 
the WPI police departments funding and these are handled as quickly and cost effectively as 
possible so that the vans can be on the road and functioning as much as possible.  
According to SNAP’s policy, there may only be 7 people in the van at any one time, 
which leaves the vans with a limit of 5 people per call due to the presence of the driver and 
copilot. Officially the head of the SNAP service is the WPI Police Chief, Chief Martunas but 
much of the day-to-day operations are left to the student supervisors Kevin Black and Sophia 
D’Angelo. The policy for calling in is that a student must call in and give a pick-up location and 
a destination. The dispatcher in the SNAP bay will record the call and send the call to one of 
the two vans. However, it is at this point where students fail to fully understand the operating 
principles of the services. The dispatcher not only assigns the calls to one of the two vans but 
also engages in a practice known as “call stacking”. “Stacking” is simply the process of 
assigning calls to each van based not only on numeric order but also based on proximity to 
one another. For example, if there were 3 calls waiting for pick-up and the first one was at the 
library and the second was at a private residence and the third was at Atwater Kent, then the 
dispatcher would assign both the third and first calls to one van and the second to the other 
van. This is done in an effort to minimize wait times and keep the service running smoothly 
but it occasionally leads to a preemption of the general “first come, first serve basis”. Once a 
van has arrived at the pick-up location they are to wait 5 minutes with the top yellow strobe 
light flashing for the caller to come to the van before they leave. They then report the pick-up 
to the dispatcher and the call is reported as successfully picked-up. Once the person has been 
delivered safely to their destination, they again call the dispatcher and let them know so the 
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call can be officially completed. Those are the basic policies of the Snap service, which every 
WPI student should be familiar with.  
2.5 Peer Services 
2.5.1 Clark University Student Escort Service 
One of the most comparable services to Worcester Polytechnic Institute's (WPI) 
Security Night Access Patrol (SNAP) is Clark University's Student Escort Service (Escort).  Clark 
University is another similar sized school in Worcester, very close in proximity to WPI, and 
thus shares many of the same needs and concerns that face WPI students.  WPI and Clark 
have found similar ways to address these needs, but there are also several key differences 
between the services that each school provides. 
Escort is conducted through the Clark University Police Department (CUPD) in a 
twofold effort to increase safety as well as provide a transportation service to the University's 
students.  Escort has two divisions under separate supervisors:  Foot Escort and the Escort Van 
Service.  The on-campus foot escort is operated by the graduate students who pioneered the 
service, while the Van Service's supervision has been recently handed to the Academic 
Commons Night Manager; both services are still overseen by the Chief of Police at Clark 
University. Foot Escort works exclusively on-campus.  They work in teams of two neon-vested 
students equipped with a handheld radio and are dispatched by the Escort dispatcher.  Foot 
Escort exists to make sure students feel safe in the inner-parts of campus.  They operate from 
8:00 pm to 2:00 am.  They currently have a staff of 10 students.  The more commonly used 
branch of the Escort is the Van Service; this is a very similar service to the one that WPI 
provides.  Escort bring students to any location within a quarter mile ( Figure 4) radius of 
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campus; exceptions to this rule are made for the pharmacies of CVS and Shaws and 
Walgreens, which are located closer to a mile away from campus.  Other popular destinations 
within the quarter mile are Price Chopper and Hollywood Video, as well as the many 
restaurants and pubs along Main St. and Park Ave.  While the vans are allowed to pick up and 
drop off students at the bars, trips to and from liquor stores are strictly forbidden.  This is 
because the students, many of whom are still under 21, are the ones driving the vans.   
Figure 3: Map of Quarter Mile Radius of Clark Escort Service - http://maps.google.com/ 
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Clark University's Student Escort Service currently operates 3 vans with over 30 
employees that service 3,024 students.  They work 4:00 pm to 4:00 am on three 4-hour shifts.  
Each van has two employees in it at all times, a driver and a rider.  The rider coordinates with 
the dispatcher and the other vans using radios and logs their pick-ups and drop-offs.   
Dispatchers also work for 4-hour shifts, at an information desk in the Academic Commons of 
Goddard Library.  The dispatcher takes ride requests via calls and people walking up to the 
desk.  The requests are then distributed amongst the vans.  In the absence of the supervisor 
and in coordination with the Clark Police dispatcher the escort dispatcher is an unofficial 
supervisor overseeing the day-to-day operation of their shift.   Dispatchers and Van Personnel 
are generally mutually exclusive staffing positions to allow for greater specialization.  
Navigation is left to the skill of the driver or can be requested from the dispatcher if the van is 
unsure of the destination.    Escort averages around 240 calls a day, with a peak time between 
Figure 4: Average Rides per Day at Clark Escort 
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4:00 pm to 6:00 pm.  Wednesday, Friday, and Saturday are the busiest.  3
2.5.2 College of the Holy Cross 
  
The College of the Holy Cross (Holy Cross) is another private Worcester institute of 
higher education.  Holy Cross is located in a less urban area of Worcester as well as being a 
mostly enclosed campus.  They have two vans at their disposal, but due to lower call volume 
they do not operate them both all the time, nor for the same amount of hours as the WPI and 
Clark University services.  The weekly ridership is 50-60 students.  They run 2 vans 10:00 pm to 
3:00 am as a part of the Night Rider safety program on Friday and Saturday.  They also run one 
van on Sunday through Tuesday and Thursday, and two vans on Wednesday to popular 
destinations.  There is not a range limit in the Holy Cross program.  The vans will go anywhere 
within 15 minutes of campus and also will run shuttles to The Shoppes at Blackstone Valley.  
The process is for the dispatcher to get from callers the destination and requested pick-up 
                                                          
3 L. Coleman 2009, pers. comm. 27 Feb 
Figure 5: Average Rides per Hour at Clark Escort 
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time from where the caller will be.  The dispatcher then gives out an estimated time of arrival 
at destination.  A Logbook in the vans keeps a record of locations and time of rides, number of 
passengers, student ID numbers and signatures.  Students can only be taken off-campus from 
the campus center and picked-up from where they were dropped off.  The Holy Cross service 
is completely run and funded by their Student Government Association Services.  It is 
supervised by Director of SGA Services who is a member of the Student Government 
Association Executive Cabinet and by a student Van Services Manager.  Due the extended 
range of the Holy Cross riders may be asked to bring directions with them for their 
destination. 4
 
  
  
                                                          
4 K Leggio 2009, pers. comm. Jan 20 
Figure 6: Satellite Map of College of the Holy Cross – Google Earth 
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2.5.3 Harvard University Shuttle 
Harvard University, located in Cambridge Massachusetts, operates a fixed-route 
system and on-call service consisting of 5 cutaway vans.  During the day several of the vans 
operate a fixed route around Harvard’s main campus and can be tracked through GPS by 
students.  The Evening Van Service operates 2 vans, 7:00 pm to 3:00 am to any point within a 
set boundary.  The boundary (black line) and fixed routes (colored lines with the colored drops 
being the vans location) are displayed in figure 7.  Both services are operated by the 
department of University Operations Services, Passenger Transport and Fleet Management 
Figure 7: Harvard University's Interactive Fixed Route Map and Black On-Call Boundary - 
http://shuttle.harvard.edu/ 
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Services.  This service uses professional drivers.  Riders call in to the service and the dispatcher 
coordinates the pick-up and drop- off sequence as well as logs of all calls. 5
2.5.4 Shuttle Logistics and Brown University 
 
Shuttle Logistics is a professional van service that operates Brown University’s student 
transportation service, safeRIDE and was approached by WPI to propose a similar service here 
at WPI.  Brown University is a large private school in Providence, Rhode Island.  The safeRIDE 
service consists of several fixed route shuttles and an on-call service.  The service runs 5:00 pm 
to 3:00 am Monday thru Friday. 
The following data was provided to WPI by Shuttle logistics as part of a proposal for a 
professionally run van service here at WPI.  The proposal consisted of two parts, the main 
original proposal and an addendum that was designed to reduce the cost of the original 
proposal.  Shuttle Logistics operates 7 or 12 passenger vans with a single employee operating 
as the driver.  Calls on the on-call system are dispatched through a “Wireless Dispatch and 
Fleet Management System” between the driver and the dispatch including GPS tracking online 
and route planning.  Vans still have 2-way radios for contact with the dispatcher and safety.  
The original proposal contained three design options.  Common to all three was a campus-
housing loop.  The proposal also involved adding a third van to the on-call service, which the 
proposal claimed would increase ridership 33%.  The Addendum consists of only an on-call 
system with 2 vans and more details about policies and procedures of such a system. 6
                                                          
5 C Tempesta 2008, pers. comm. Dec 17 
   
6 Shuttle Logistics, 2008 
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Chapter 3: Methodology 
 While gathering the data and formulating interview questions and the survey, the 
project team had several particular goals in mind that were generated when the initial 
hypotheses were formed. An initial hypothesis formed by the group was that the service had 
several logistical issues that prevented it from functionally efficiently. This hypothesis was 
formulated from the group member’s own experiences with the service. Some important 
aspects of the procedure were: the analysis of the SNAP call-log data, the formulation of the 
survey, and generation of interview questions.  
 All of the quantitative data about SNAP and its riders were generated by the Log data 
provided by the WPI police department and by the surveys that were administered to the 
student body. Both the SNAP dispatchers and copilots in the SNAP van collected the Log data. 
This document covered a two-month period consisting of seven days of data per week. 
However, there were several conspicuous gaps in these logs with several instance of a full 
shift’s or even a full day’s worth of data missing and unaccounted for. Due to the incomplete 
nature of this data, the project team decided it would be best to use a random sampling of the 
data rather than try to organize and use it all, as the gaps would hinder those efforts. The 
initial goals of the analysis were to find SNAP’s average wait time, weekly, and daily ridership.  
Upon reviewing the logs of the riders/copilots, the project team determined that wait times 
for students would be impossible to determine because only the time the call was received 
and time that call was cleared are recorded. Another important point of analysis arose as the 
study of SNAP progressed.  A frequency table and associated graphs were generated from the 
Log data; to determine what locations SNAP serviced the most. The survey took a particularly 
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long time to generate because it underwent so many revisions. The questions were used to 
obtain demographic information of the SNAP riders, the overall student opinion of SNAP and 
the interest in a third van. The project team did not initially realize the subtle nuances in the 
way that questions were asked and so were forced to reevaluate the questions numerous 
times before a final draft of the survey was agreed upon. After further input by the project 
advisor and by the representatives of the SGA, a coherent and concise survey was formulated 
to obtain the required data. When reviewing the data from the survey, the project team 
realized that despite all efforts to make the survey as comprehensive as possible further data 
was required. Thus the project team and the project advisor decided that the best way to 
eliminate any remaining holes in the data would be a short second survey which was promptly 
sent out and analyzed removing the remaining gaps in the data. 
 The interviews of several individuals relevant to the SNAP service and interviews with 
individuals intimate with similar services at peer institutions required careful thought while 
crafting the questions the team would ask. Many of the questions for people involved in the 
SNAP service, such student drivers or Officer Gibson had to be kept as specific and targeted as 
possible so that the person being interviewed could not replace the actual facts with their own 
perceptions or thoughts. However, at the end of most interviews, several questions were 
asked which allowed the project team to get an understanding of each person’s opinion and 
the logic behind those opinions. Through these interviews both direct facts and opinions of 
the people most directly connected to SNAP were achieved and analyzed.  
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Chapter 4: RESULTS AND ANALYSIS 
4.0 Introduction 
 The most important and time-consuming piece of characterizing the SNAP service at 
WPI was quantitatively analyzing the service itself. The analysis was goal oriented with the 
improvement of the service in mind. This analysis was performed in four basic ways: sorting 
through and analyzing the call logs for SNAP that were obtained, analysis of the responses 
given by the people attending the focus group, analysis of the survey data obtained from the 
student body from both surveys, and finally the data obtained by analyzing several key 
interviews which were done throughout the course of the project.  
The first quantitative aspect of SNAP that was explored was the Call Logs collected by 
both the SNAP dispatchers and the Copilots in the vans. From the logs the group was able to 
extrapolate data about call volume and completion time. SNAP ridership was quantified in the 
data over the period of 3 months. The change in ridership over the months and weeks was 
used to model what a typical call volume on a nightly basis would be for the service. The Call 
Logs were also used to generate a frequency table of locations that riders requested. This 
information was then used to purpose a fixed root for a third van. This van would pass through 
most if not all of the locations most frequently requested by the WPI students. The next 
section of data came from the survey. The survey had 730 responses and generated 
demographic information about the SNAP riders. The demographic information includes and is 
not limited to, gender, age, frequency of ridership. The survey was also used to find the 
students opinion on many topics pertaining to the service. These topics include safety in 
Worcester, safety on WPI’s campus, and the opinions on SNAPS functionality and usefulness 
as a service. It is worth noting the many students commented that they would like the service 
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to take and give rides to commercial locations such as grocery stores. Another aspect of 
analysis was the examination of the city of Worcester for crime statistics and social 
information. This section not only discusses the data and its analysis but also how we obtained 
the data. Many of the conclusion and recommendations in the paper have arisen through the 
data obtained and exemplified in this section. 
4.1 Analysis of the Call Log Data 
The first piece of data that was analyzed by the project team was the call Log provided 
by Officer Gibson. This data was collected both by the co-pilots riding in the van and the 
dispatcher in the WPI Police Station. To represent this data three one week samples were 
taken and graphed to give an accurate representation to SNAP’s ridership. The log data 
provided to the group was from a two-month period starting in late September and ending in 
late November. It is important to note that many days of the logs were missing and on a few 
days only the logs for one of the two vans was provided. SNAP’s lack of precise record keeping 
seems to demonstrate a need for a better system of gathering call data.  Despite the 
discrepancies in the data collection the project team feels that the sample chosen are an 
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accurate depiction of SNAP’s average ridership. 
 
Figure 8: Average Ridership per Day for SNAP 
 
Figure 9: Average Ridership per Hour for SNAP 
 The samples used all showed common trends in daily call volume and call volume over 
time. For each of the three weeks, Sundays and Mondays were the days with the fewest calls 
and Friday and Saturday had the highest call volumes. Figure 8 illustrates this point and shows 
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the averaged call volume for each day of the week. Interestingly, Friday October 31 
(Halloween) was one of the days in the second sample week and only showed moderately high 
call volume. This was shocking due to the many social events occurring on Halloween. The call 
logs also showed that between the times of 4 PM-11 PM the service sees a continuous 
increase in the amount of calls per hour until it peaks at around 11 Pm or midnight. This 
general trend continued even when the data was averaged and is clearly represented by 
Figure 9. On a few occasions the call volume during this time period was higher than thirty 
calls per hour. The group noted that during this period of heavy calls many of the calls were 
cancelled, most likely due to the wait time.  This occurred specifically on the dates of 
November 14, 18, and October 11. The Log Data showed several common trends that could 
present logistical problems for the service.  
 The second major part of the analysis of the call logs was developing a Frequency 
table, as seen in Figure 10, for the locations that riders requested rides to in order to establish 
which locations were the most frequented. Campus was the most popular location by far. For 
the sake of this frequency table, the project team designated any of the buildings on the WPI 
campus (including on-campus dorms, academic buildings, the gym and the library) as 
“campus”. The second most popular location was Highland Street followed closely by the 
many Fraternities of WPI. Many of the locations were on the meshwork of streets on the side 
of Highland Street opposite of WPI. This area is known for having a higher crime rate, but is 
where many WPI students live in off campus apartments. The Frequency Table and the 
recommendations of students for commercial locations were used to formulate the proposed 
fixed route. This route encircles all of the most heavily trafficked streets by WPI students. It 
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moves from the CVS on Park Avenue and continues all the way to the Greendale Mall. Due to 
the high interest in the purposed fixed route van it is believed that this van would alleviate 
some of the demand on the other two on call vans.  
 
4.2- Analysis of the Focus Group Information 
The Focus Group was an important part of clarifying some of the survey results and 
obtaining some personal stories and interpretations of the students. The group consisted of 
eleven students not including the project team. There were three freshmen, two sophomores, 
five juniors and one graduate student.  There were three females in the group and eight 
males. In the group, six people lived off campus and five people lived on campus. When 
questioned about whether or not the SNAP service made them feel safer, eight of eleven 
Figure 10: Location Frequency Table for SNAP 
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students said that it made them feel safer. Two of the individuals had never used SNAP and 
were not aware of the service or were unwilling to comment on whether or not it made them 
feel safer. The group as whole was asked why they did not utilize the SNAP service more often. 
This question received an impassioned response from a sophomore girl. She said, among 
many other things, “the drivers are insane, there is no time estimate, you have to wait forever 
and the drivers do not follow directions.” A female junior in the group told the story of how 
she actually been hit by the van when she was crossing the street albeit not seriously. She 
further elaborated stating that the van “grazed” her at a cross walk and the driver 
immediately stopped and inquired about her well-being. Several students also remarked that 
they simply had no reason to make use of the service as they either lived on-campus or had 
their own method of transportation. All of the students in the focus group felt safe on campus 
and many said that their feeling of safety in the city of Worcester depended on what area they 
were in and what time of day it was. Students at the focus group said that they would like the 
SNAP service to take them to DCU Center, the Palladium, malls, and bars. Although the focus 
group was small and several key persons relating to the project could not attend, it helped the 
project team gain some further insight into the available students’ personal opinion of SNAP 
and helped the team document some interesting opinions of the service.  
4.3- Analysis of the Survey of SNAP Student Drivers 
 The driver’s survey did not receive as sizeable of a response as the student survey did. 
Of around thirty employees, nine responded to the survey. One of the main problems, which 
the project team had early on identified as a weak point of the service, is that the students of 
WPI are not aware of the service’s policies. This hypothesis was affirmed by two-thirds of the 
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student drivers saying that the students do not have a firm understanding of SNAP policies. 
This discrepancy in understanding maybe easily remedied through a variety of simple methods 
such as through more advertising in the student newspaper or on posters in the campus 
center.  
The survey also revealed that the SNAP’s staff has a good mix of new and veteran 
employees which further complements the information received from several interviews 
stating that veteran and new employees are often matched up together in an attempt to help 
the newer members adjust to the job. A third significant poll result is that close to eighty 
percent of the employees polled believe that SNAP’s operations are consistent with its 
published polices. For the most part and during most times this is most likely true. However, 
the project team has received several reports from students that SNAP occasionally deviates 
from these policies and at one point Officer Gibson even admitted that the drivers pick up 
students outside of the one-mile radius if time permits it. This lack of consistency from the 
SNAP service ironically most likely only furthers the misunderstanding of the service’s policies 
by students.  
Additionally, the drivers were questioned about both the most common locations that 
riders asked to be brought and the most common commercial locations that students 
requested. Some of the common residential locations were Gordon Library, Union Station, 
Salisbury Estates, and the Fraternities. These responses were in agreement with the project 
team’s findings from the call logs and this can be confirmed by viewing Figure 10.  The drivers 
said that most students asked to be taken to Price Chopper or bars on Highland Street and 
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Park Avenue in response to the question about commercial locations which was also in 
agreement with project team’s findings in the student survey.  
 Another question that elicited extended responses from the drivers was the question 
of services effectiveness. Almost all of the drivers said that if the students who were waiting 
for SNAP would be more vigilant and pay attention to when the van came, the service would 
be more efficient. Many of the drivers also said that they believe that the service is running as 
efficiently as it possibly can. A few of the drivers admitted that there were situations where 
call volume was extremely high increasing the wait time. One driver even said that a third van 
would be beneficial on Friday night when the service is busiest.  
  Like any service SNAP is open to abuses from its employees as well as its users. The 
group asked the drivers about some common abuses of the service by the riders. The most 
common trespass that almost all of the drivers in the survey reported was students calling in 
addresses next to commercial locations so they can go to the commercial location and have 
SNAP provide them with rides to these commercial locations. Another issue that was 
mentioned by a couple of drivers is riders trying to board the van with alcohol in their 
possession. One driver even said they have pulled up to a student who wanted the van wait 
for him while he finished his beer. Another driver also eluded to the fact that some of the 
riders come into the van intoxicated with open alcoholic beverages and become aggressive 
when the drivers tell them that alcohol is not allowed in the van. These situations present a 
unique challenge to the SNAP employees because the service wants to provide rides to as 
many students as possible but not at the driver’s expense.    
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4.4 Survey Data Analysis 
4.4.1 Undergraduate Survey 
This survey was submitted to the WPI undergraduate student body on January 25, 
2009.  The survey focused on student perceptions and experiences with SNAP and its 
association with WPI.  The survey was based on areas we had pre-determined needed to be 
addressed.  The survey remained open for several weeks and resulted in 730 responses, which 
we feel, is a good sampling of the 3009 undergraduates here at WPI (24%).  Students taking 
the survey were asked to choose their gender, residence, and class year.  They were asked to 
choose a description of how often they ride SNAP, how familiar they feel they are with SNAP 
policies, and their expected wait time.  Ranking questions were based on a 1 through 5 scale.  
Students were asked if they felt SNAP needs a third van.   
They were also asked if the van was a fixed route servicing commercial locations would they 
use it.  Another question provided them with an area to provide their recommendations about 
SNAP.  The first sections of the survey dealt with demographics, and we have broken down the 
analysis of the survey based on responses in those demographics.  An explanation of the 
demographics follows: 
Class 
As shown on the following charts, 33% of respondents were freshman, 23% 
sophomores, 25% juniors, 19% seniors (Figures 11-16).  From this data we can see that class 
does not have that great of an effect on ridership.  Similar numbers for each class ride in the 
seldom category, which is also the largest portion of respondents, with a slightly higher 
percentage among upperclassmen.  Underclassmen had a high percentage of students who 
had never ridden SNAP.  This likely corresponds to less comfort with SNAP and less need to 
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travel off campus.  One might expect that underclassmen with their lesser time exposed to 
SNAP might have less understanding of SNAP policies, but Figure 16 shows that there is 
negligible difference of self-described understanding.  This could mean that information is 
getting to students early in their studies at WPI.  It is important that this information does get 
transmitted to students early in their time at WPI, because safety services on campus can be 
vital to a good experience at college.  
 
Figure 11: Survey Responses by Class 
 
Figure 12: Graph of Ridership by Freshmen 
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Figure 13: Graph of Ridership by Sophomores 
 
Figure 14: Graph of Ridership by Juniors 
 
Figure 15: Graph of Ridership by Seniors 
12%
46%
39%
3%
Sophomore
Never
Seldom
Regularly
Daily
8%
51%
36%
5%
Junior
Never
Seldom
Regularly
Daily
8%
49%
36%
7%
Senior
Never
Seldom
Regularly
Daily
35 
 
 
Figure 16: Familiarly with Policies – Upperclassmen vs. Lowerclassmen 
Gender  
Surveys returned indicated gender as 58% of respondents were Male and 42% Female 
(Figure 17).  This shows a much higher percentage of female respondents than would be 
expected at WPI where women represent only 26% of the student body.  This may show an 
increased interest in SNAP among the female population and may address some stereotypical 
behavior of the genders.  Over half (55%) of female student respondents ride SNAP at least 
regularly (regularly plus daily).  This ridership can be compared to the almost 70% of male 
student respondents who have never ridden or seldom ride.  Daily riderships in each gender 
are similar but only 27% of the males and 50% of the females say that they ride regularly.  
Student respondents having never ridden SNAP are nearly 4 times as large for males as they 
are for females.  
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Figure 17: Graph of Student Responses By Gender 
 
Figure 18: Graph of Ridership by Males 
 
Figure 19: Graph of Ridership by Females  
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Housing 
Another demographic we looked at was location of residence and we analyzed how that 
affected SNAP Ridership.  Fifty-one percent of students responding to the survey live in some 
form of on campus housing with another 11% in Greek houses.  Off-campus housing has the 
highest rate of ridership with 49% riding at least regularly.  This is probably due to the increase 
distance from campus and the different level of safety felt off campus in Worcester.  There is 
very little daily use from students living on campus.  
 
Figure 20: Student Responses by Residence  
 
Figure 21: Graph of Ridership by Students Living in On-Campus Dorms 
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Figure 22: Graph of Ridership by Students Living in On- Campus Apt 
 
Figure 23: Graph of Ridership by Students Living in On-Campus Other 
 
Figure 24: Graph of Ridership by Students Living in Greek Housing 
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Figure 25: Graph of Ridership by Students Living Off-Campus 
Safety 
 Safety is the main goal behind the SNAP service and as such is important to look at in 
the context of Worcester and campus. Student were asked to rank “How safe do you feel: In 
Worcester?”, “How safe do you feel: On-Campus?”, and “How safe do you feel: At Your 
Residence?”  Figure 26 is graph of feelings of safety at each location.  From the survey we can 
determine that most feel relatively safe on campus and in their residence.  Worcester on the 
other hand tips the scale towards feeling unsafe, with the largest number of students neutral 
towards Worcester.  Figure 27 is a graph of feelings of safety In Worcester vs. ridership. In 
Figure 27 we can see that daily and regular ridership is highest among those that feel relatively 
unsafe in Worcester. 
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Figure 26: Graph of Feelings of Safety at Locations 
 
Figure 27: Feelings of Safety in Worcester vs. Ridership 
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We ask students “How would you rate SNAP in terms of:” “overall service”, “safety”,  
 “efficiency”, “professionalism of drivers/in-van navigators”, and “comfort/cleanliness of van”.  
Overall the majority of students feel that the service is operated in a safe way (Figure 32).  
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Feelings of SNAP efficiency are almost evenly split between positive and negative response.  
There are more responses to the negative extreme, which may stem from a few bad 
experiences but define those users’ view of SNAP.  The overall service received high marks.  
This shows that despite some issues the service succeeds in providing a quality service to 
students.  The professionalism and comfort of the service are two important aspects where 
SNAP is leaving good impressions.  Students were overall positive about all aspects of the 
service except the known issues of wait times and efficiency. 
 
Figure 28: Graph of Student Rating of Overall Service 
 
Figure 29: Graph of Student Rating of Efficiency 
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Figure 30: Graph of Student Rating of Comfort and Cleanliness 
 
Figure 31: Graph of Student Rating of Professionalism 
 
Figure 32: Graph of Student Rating of Safety 
2%
4%
19%
41%
34%
How would you rate SNAP in terms 
of: Comfort/Cleanliness of Van?
1 2 3 4 5
4% 9%
21%
38%
28%
How would you rate SNAP in terms 
of: Professionalism of Drivers/In-Van 
Navigators? 1 2 3 4 5
2%
4%
14%
36%
44%
How would you rate SNAP in terms of: 
Safety? 1 2 3 4 5
43 
 
4.4.2 Undergraduate Survey Supplemental 
 After the success of the first survey it was decided to send out a supplement focusing 
on issues from the first survey in more detail.  We received 255 responses from the 26th of 
February to the 2nd of March.  Overall this survey served to confirm our analysis of the log 
data and focus us on the problem areas.  Eight pm to midnight on Fridays and Saturdays are 
the high volume time periods.  It is during these times and days that students most often 
experience a greater than 20 wait. 
 
Figure 33: Graph of Survey Supplement Results 
4.5- Interviews Conducted and Resulting Analysis 
Throughout the course of this project, several interviews were done in order to gather 
the information available from people directly related to the functioning and day-to-day 
operations of the SNAP service. This section is going to review three of the more pertinent 
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ones and the information elucidated during these meetings. The first interview analyzed is the 
first meeting between the students participating in this project and Officer Sheryl Gibson, the 
WPI Police Department Officer responsible for running the SNAP service at that time. The 
second interview was one between the students of this project and with Kevin Black, one of 
the current Student Supervisors of the SNAP service. The final interview analyzed is one held 
with the project students and Janet Richardson, the original founder of the SNAP service. Each 
of these interviews helps to illuminate a different perspective for viewing the SNAP service: 
the view of a head of the service, the view of a student working to directly run the service, and 
the service as seen from the point of view of someone formally intricately tied to the but no 
longer participating directly in the service. Using these views a more objectified view of the 
service, which attempts to involve and use multiple perspectives on the same issues to expose 
the actual functionality of the service and any methods in which the service can be improved 
upon, can be attained.  
Chapter 4.5.1-Analysis of the Interview of Officer Gibson 
 This interview served as a real gateway into this project. It was the first real in-depth 
knowledge in relation to the SNAP service was being obtained and the first time talking with 
someone who was intimately familiar with the running of the service. It was even the first 
time direct data relating to the usage of the SNAP service was obtained as Officer Gibson 
provided some graphs (pictured below) about daily ridership and recorded use of the service 
in terms of days and months. Additionally, and perhaps more crucially, it highlighted a new 
viewpoint of the service that, as students, project team had never considered.  Notably, the 
information we obtained regarding the existence of protocols for the service and the specific 
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details relating to the extensive driving training given each new student becoming a part of 
the SNAP team was a surprise. As made clear by the Focus Group and the analysis of its data, 
the common perception held by many WPI students is that the service employs any driver and 
that some, if not a majority, are poor drivers. However, as stated by Officer Gibson above, 
each student employee of SNAP goes through two rounds of advanced driver’s training and is 
given shifts only as an in-van copilot at first before they are ever allowed to actually work as a 
driver for the service. Additionally, to work for the service one is required to submit to a 
background check and each student employee’s full driving history is examined before they 
are ever hired. However, there are several reports of poor driving that have been received and 
recorded throughout the course of this IQP with one of the most notable cases being a junior 
participating in the Focus Group claiming to have been actually hit by the SNAP van. This 
apparent discrepancy makes more sense when it is recalled from the above interview that the 
SNAP vans run 18 hours a day at peak usage. With such a high level of use, especially in a city 
such as Worcester, a busy city, there are bound to be incidents involving the vans. Officer 
Gibson further states that the accidents that do occur are highly publicized in order to inform 
students that a van is no longer running and this leads to a negative view of the service. This 
appears to be especially unwarranted when the accidents are not even the driver’s fault but 
the van is left out of service anyways and the students of WPI never even know that another 
party was at fault. 
 Officer Gibson then went on to elaborate upon the actual running policies of the SNAP 
service. Despite every student involved with this project being a junior, the lack of knowledge 
demonstrated by how much we learned about simple aspects of SNAP was shocking. It was 
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not until this point that the general lack of knowledge of SNAP’s basic operating policies 
became an issue for this project to address. Officer Gibson informed us of the operating times 
of SNAP and the logic behind why and when they shift in addition to the number of student 
employees working for the service and the shifts they work each day when SNAP runs.  
Unfortunately, this was also where several key issues with the services policies began 
to become clear. Officer Gibson made mention of her belief that a form of jacket or uniform, 
which would identify the drivers would be appropriate and she made mention of the issue 
that numerous students take advantage of the SNAP service as a personal cab throughout 
Worcester by faking locations. However, when a discussion began about the issue of most 
importance to students (as indicated by the overwhelming number of responses to the survey 
mentioning this), the call back policy, Officer Gibson did not have the response many students 
might have preferred. Officer Gibson informed the project team that callbacks had been 
instituted as a policy at one point but that they were simply overburdening the system with 
extra information and slowing down the pick-up times because drivers and in-van copilots 
were forced to call people rather than just meet them. Unfortunately, the results of the survey 
indicate that no other issue is viewed to be as large a shortcoming of the service as its inability 
to do callbacks. Additionally, she made mention of the “yellow-lights” which have been an 
issue of some contention. In the data obtained from the survey, several reports of the light 
not being on or being too hard to see were obtained with a notable case being a student 
waiting outside the UMass Hospital in the “cold rain” after going to the ER because s/he could 
not tell if the van had arrived or not because “there were no flashing lights indicating they 
were [there]”. Officer Gibson informed the project team of the high cost, around $150, for 
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such lights and then told us that one had recently been stolen. This led to a short discussion of 
the budgetary constraints upon the service, which could hamper its efficiency in situations 
such as a stolen light or a damaged van. This discussion revealed the surprising fact that the 
majority of the funding SNAP receives comes from the WPI Police Department’s funds with a 
lesser portion being contributed by the SGA. The subject of involving work-study paid students 
was broached but Officer Gibson dismissed it due to the red tape associated with involving the 
government in such a program.  
 However, the issue that seemed even more worrisome to the project team during the 
interview was Officer Gibson’s “hands-off” approach to supervising the service. Officer Gibson 
stated several times that most of the day-to-day operations were left to her student 
supervisors and that even on issues such as whether to run the vans in inclement weather was 
left to the student employees themselves. Additionally, when discussing the proposed private 
company’s system of operation, Officer Gibson appeared to be more concerned with the 
student’s economic position and their fate than with any possible negative effects having 
students responsible for the driving could have upon the service. It seems possible that some 
of the complaints regarding driver’s behaviors and driving habits might be due to a lack of a 
clear and present “head” for the service that could hold the student employees accountable 
for their actions. Despite these perceived issues, Officer Gibson did leave the project with 
several new goals and issues to address.  
Chapter 4.5.2-Analysis of Interview with Kevin Black 
 The meeting with Kevin Black was a great opportunity and proved to be very 
informative for the project team as Mr. Black was in a position where he could comment 
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directly upon the criticisms of the service (and even refute some of them) while maintaining 
how well the service was run. His day-to-day direct involvement in the service and its running 
policies allowed him to be very straightforward when asked about several key issues and this 
proved to be the most helpful aspect of this interview. His openness and forward nature when 
asked about the service was demonstrated before the interview even began as Mr. Black 
himself contacted the team about scheduling such an interview. An email from the project 
teams g-mail account was accidentally sent to the WPI Police Department rather than the 
Clark Police Department and Mr. Black responded within a very short timeframe asking if 
anyone needed his input and whether or not that would be beneficial at all and followed up by 
scheduling an interview later that day while he was actually working one of his shifts as a 
driver. This further demonstrated his down-to-earth nature and his dedication to the service 
as Mr. Black was interviewed inside of the SNAP van while he and his in-van copilot were 
taking and clearing calls. This frank and honest approach was of great help to the project team 
when first beginning the process and it made this interview especially helpful.  
 One of the first things to be noted about the interview with Mr. Black was his direct 
answers to the questions posed to him. When asked about the service itself, Mr. Black 
immediately informed the team of how well the service ran for the most part and that it was 
only really under strain when the weather was inclement or it was a “party night”. Mr. Black 
also made it clear to the team early in the interview that he had no problem with people being 
critical of the service and he even encouraged the team to do so. Mr. Black himself was also 
completely honest when faced with issues such as the possibility of adding a third van to the 
service to improve efficiency or adding a “fixed-route” system in order to alleviate some of the 
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strain on SNAP. MR. Black’s response s being that he was unsure whether a “fixed-route” 
would really help the service at all as people would still call in to SNAP to get a direct-ride to 
their destination rather than wait for a loop to take them close and that a third van, during 
most hours of operation, would be unnecessary and unwarranted.  
 An additional aspect of the interview was Mr. Black’s experience with the service that 
is almost unmatched as he has been an employee of SNAP for more than 3 years now and has 
a fundamental understanding of how the policies are actually implemented. It was not until 
this interview that the project team was really introduced to the service’s policy and it’s 
amazing ability to “piggyback” calls together. During the course of the interview inside the 
SNAP van it was done several times and was an impressive process to see in action. The in-van 
copilot was given several calls from the dispatcher at the WPI Police Department lobby and 
immediately he and Mr. Black conferred about taking the first and last calls put in while the 
other van only took the middle one. The first call was for a pick up from Goddard and the third 
was for a pick up at the library. They immediately picked up both students and had dropped 
them both of within fifteen minutes even though they received another two calls while en 
route to the original student’s destinations. It was at this point that Mr. Black’s comments 
regarding how hard it is to give accurate wait times became clear. Mr. Black also clarified for 
us the call back number policy, which SNAP has repeatedly tried to integrate but is repeatedly 
unable to cope with. He informed us that repeatedly SNAP has tried to integrate the system of 
taking call back numbers many times and has even done so at the behest of SGA but that each 
time it is a failure. Mr. Black believes that this policy failed because of the SNAP users 
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themselves, who believed that because a call-back number was taken the service would call 
them when the van arrived to pick them up. 
 All considered, the interviews gave the project team much needed direct insight into 
the program from those who were the most familiar with it. Additionally, these interviews 
demonstrated some for the shortcomings and issues SNAP faces and how those working inside 
the program would like to solve those issues. This information helped guide the project team 
toward what problems really needed addressing and to thinking of ways to address those 
issues for the sake of not only the users of SNAP but also the workers of SNAP as well. 
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Chapter 5-Conclusions and Recommendations 
 The WPI SNAP service is an integral service to the WPI student body. While most 
students feel safe on the WPI campus, a significant portion feels unsafe in the city of 
Worcester. Many who live in off-campus housing use SNAP exclusively as their transportation 
to campus at night. The service also provides opportunities for student employment for non-
work-study students. While the service is crucial to the safety and happiness of the WPI 
student body there are a number of things that can be done to improve the service.  
 Many of the changes are simple logistical changes that would improve the service 
greatly. The primary change would be better record keeping by the copilots in the van and the 
dispatchers. It was very difficult to characterize SNAP’s ridership because there were so many 
missing logs in the log data that the group received. Keeping better logs would not only 
eliminate logistical errors but would also help to resolve issues of liability should the SNAP van 
ever be involved in an accident. Another change that would improve the service would be if 
the dispatcher had a common salutation to deliver whenever someone calls the service. On 
many occasions when the group called they were greeted by the dispatcher simply saying, 
“Call is being recorded” and nothing else. This is confusing to the caller and will discourage 
further use of the service. One student described similar experiences at the focus group. 
Another important logistical consideration that would improve the service’s function is 
keeping up with the maintenance schedule for the van and increasing driver training. On 
several occasions in the log data one of the vans was missing because it was being serviced. 
SNAP's ridership is too large for the second van to be off the road.  
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 There are also several large and potentially costly changes that could be put into effect 
that would greatly improve the effectiveness of the service. The first plan is simply to buy and 
utilize a third van to alleviate the service during periods of high call volumes. The third van 
could be used for other operations during the day but would be used by SNAP between 8 pm 
and 12 am when the call volume is the highest. The second plan would be to introduce a third 
van that runs on a fixed route system. This fixed route would run past all the popular 
commercial locations determined by the survey and focus group as well residential areas 
determined from SNAP call logs. It is important to note this fixed route system is widely 
popular with the students. One of the most common suggestions/complaints is that SNAP 
does not go to grocery stores. This is would be a costly investment and the budget would have 
to be taken into account before this plan can be considered. Another addition to the service 
that would improve its function is a data terminal to input information from callers. This 
would be used to keep a detailed record of calls and would transmit the call data to the 
copilot in the van. This system put in place with a GPS system would optimize SNAP’s 
operational time. This system could possibly be created by WPI students through another 
project like a MQP at a reduced cost to the university.  
 All of the above data and conclusions were only obtained through months of studying 
nearly every aspect of the SNAP service. It took hours of riding SNAP and conducting 
interviews and examining other processes at other schools for all of this to be done. All in all, 
SNAP is an invaluable program run by WPI for its students and no one that the group spoke to 
disagreed with that. However, the program does have a few areas where it can be assisted in 
ensuring it provides the best service to WPI students. The project team can only hope that 
53 
 
through its extensive work, a way to help the service was elucidated and that the necessary 
steps to implement any required changes will be taken 
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Call Log Data 
Sunday, October 05, 2008 Monday, October 06, 2008 Tuesday, October 07, 2008 Wednesday, October 08, 2008 Thursday, October 09, 2008 Friday, October 10, 2008 Saturday, October 11, 2008
8 15 12 12 13 13 17
15 19 15 14 17 16 13
14 21 19 23 17 18 20
8 13 12 20 10 20 27
9 24 14 21 20 13 37
11 21 19 24 15 15 34
14 23 19 11 12 14 35
9 11 10 5 10 17 37
5 3 5 8 5 17 23
2 2 4 4 1 3 6
0 0 0 0 0 0 0
95 152 129 142 120 146 249
1033
Wednesday, November 12, 2008 Thursday, November 13, 2008 Friday, November 14, 2008 Saturday, November 15, 2008 Sunday, November 16, 2008 Monday, November 17, 2008 Tuesday, November 18, 2008
4 16 20 17 10 6 7 9
5 19 14 22 7 10 20 25
6 20 18 14 17 18 11 27
7 18 18 13 24 14 21 27
8 17 22 20 17 15 23 27
9 17 20 18 19 11 21 31
10 18 21 34 25 16 22 31
11 21 17 34 28 34 17 38
12 15 18 19 18 21 19 16
1 18 8 17 9 9 2 17
2 3 5 19 10 2 7 5
3 7 10 4 5 6 6 12
4 0 0 0 0 0 0 0
total (daily) 189 191 231 189 162 176 265
total (Week) 1403
total (by day) 477 476 571 590 409 407 477
Saturday, October 25, 2008 Sunday, October 26, 2008 Monday, October 27, 2008 Tuesday, October 28, 2008 Wednesday, October 29, 2008 Thursday, October 30, 2008 Friday, October 31, 2008
0 0 0 2 5 1 9
0 0 0 4 9 12 7
7 8 11 21 19 10 15
20 15 7 9 22 19 18
17 9 14 13 14 18 16
24 10 12 29 26 28 20
27 12 11 16 16 26 21
18 10 16 26 14 17 19
27 10 9 19 16 26 34
12 5 3 14 3 8 13
0 0 0 2 2 0 19
0 0 0 1 0 0 3
0 0 0 0 0 0 0
152 79 83 156 146 165 194
975
Beaching 2 0 1
Berkshire 3 6 3
Bowdoin 2 1 3
Campus 53 48 47
CVS 1 0 1
Daten 0 1 0
Dean 6 2 4
Dix 5 6 4
dover 6 7 5
Einhorn 1 3
elm 2 3
exchange 1 0
Franklin 1 3
Frats 12 26
Fruit 3 2
goulding 2 2
Hackfeld 4 4
Hampden 6 5
Highland 14 11
John 1 5
Lancaster 3 3
Lee 4 5
lincon 1 0
Mass 1 0
N Ashland 4 2
Russel 2 3
Sal Est - park 4 3
Sever 1 2
Somerset 3 1
Train Station 0 6
Wachettuchets 6 15
Wallgreens 1 0 2
west 2 3
William 4 1
Ceder
ormond
Beaching 0 0 0 1
Berkshire 0 3 2 5
Bowdin 0 0 2 3
Campus 50 41 31 45
CVS 0 1 0 2
Daten 2 0 2 1
Dean 2 4 4 4
Dix 5 9 7 9
dover 12 4 6 7
Einhorn 4 2 3 1
elm 3 3 0 2
exchange 0 0 0 0
Franklin 0 1 1 3
Frats 8 15 9 11
Fruit 2 0 1 3
goulding 1 2 3 0
Hackfeld 4 5 4 7
Hampden 4 9 3 4
Highland 18 16 10 15
John 0 1 0 0
Lancaster 1 4 2 1
Lee 0 5 0 0
lincon 0 0 0 2
Mass 0 1 2 1
N Ashland 3 3 5 6
Russel 0 0 0 1
Sal Est - park 5 7 5 5
Sever 5 3 1 3
Somerset 0 1 0 0
Train Station 3 0 4 0
Wachettuchets 0 3 0 0
Wallgreens 0 1 1 1
west 3 3 0 1
William 0 1 0 0
1 0
4
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Interview Transcripts 
Chapter 4.5.1- Minutes of Meeting with Officer Gibson 
Officer Gibson: So, what is this project all about. 
Mr. Dodd: It is a project sponsored by the Student Government Association to evaluate the entire process 
of the SNAP service. Basically, we are trying to understand how SNAP operates and improve anything that 
could be improved and ensure the quality of SNAP for all students. 
Officer Gibson: All right well do you have any questions I can answer? 
Mr. King: I guess the most important question we have is whether or not we can a copy get the protocols 
you have in place for running SNAP? 
Officer Gibson: We actually have 2 sets of protocols in place. We have the SNAP operation procedures and 
we have a set of expectations for all the drivers. These aren’t just a static set of rules that nobody looks at 
or are always disregarding. They have been updated and adapted since the SNAP service started as we 
saw necessary and everyone working in SNAP is familiar with them. 
Mr. Dodd: Could you tell us a bit about the training protocols for SNAP employees? 
Officer Gibson: Of course. When we hire someone, we expect that they are going to stay with us for the 
entire year and we have a very high retention rate from year-to-year. This is a great job for kids to have 
because it looks great on a resume and the kids can then say they have real experience working in a police 
department and working with police officers in a real world setting. So, considering that this is a highly 
sought after job and that the main goal of this entire program is safety, we take a lot of precautions when 
hiring people. We perform full background checks on all of our workers and check out their entire driving 
history. Which, is not to say we do not hire people who have speeding tickets or an accident but we look 
at the full profile of the people we hire. Once we have hired someone, we send him or her to an advanced 
driving school in addition to a Skid School course both of which they must complete before they are ever 
allowed to drive the vans. Until the new hires are ready, the older workers and the supervisors help fill-in 
the schedule. All of these costs are designated to us here at the WPI Police Department. 
Mr. King: In your opinion, how well you do you feel SNAP operates? 
Officer Gibson: I don’t know how well the people who are not associated with SNAP understand it, but I 
feel that it runs very well. SNAP runs from 6 PM-4 AM for A Term and then 4 PM-4AM the rest of the year 
because it has started getting darker earlier and we want to make sure the service is available once that 
starts happening. There are 33 students involved in driving and dispatching. There are three four-hour 
shifts each night and we work incredibly hard to work with our employees to accommodate their student 
schedules as well. The vans are also all used for community service and by the traffic officer during the 
day when SNAP is not running. These vans are on the road 24-7. The wear and tear that occurs as a result 
is very harsh not to mention everyday maintenance such as gas, oil and just keeping the van clean. We 
have the vans inspected 3 times a week to ensure a professional appearance. The two senior coordinators 
I have do great jobs and they are mostly responsible for running the day-to-day program of SNAP. Then 
the students we have working also do excellent work and perform wonderfully. Both our drivers and our 
in-van call taker who monitors the radio and handles the logistics so the driver can focus predominantly 
on driving. I would say the only real issue with the service is that Student ID’s are not always checked like 
they should be. Occasionally we get a student wanting to bring their girlfriend or boyfriend somewhere 
with them, which we don’t have a real problem with as long as the van does not end up driving a van full 
of people not from WPI around. There are also the other people who try to take advantage of the system 
by using fake addresses and they misuse the service that way. We deal with that as best we can and we 
do not allow the safety of our program and the safety it offers to be sacrificed. We will always take a 
student to a pharmacy or UMass or any other emergency service without any issue. But of course with a 
service like this there are always logistic issues. 
Mr. King: I am guessing you have issues with the occasional inclement weather? 
Officer Gibson: I leave the full final decision to the drivers and the supervisors. They have the ability and 
the duty to come to me and say it is not safe to drive in the weather and then the WPI Police Department 
will contact the city to find out how the are handling the weather and try to wait it out until it improves 
enough for the service to begin running again. It is all really a judgment call and I leave that to the kids 
because they are the ones out there doing the driving. 
Mr. Dodd: Do you think Zipcar will have any effects on the SNAP service? 
Officer Gibson: Honestly, it costs money. Right now the economy is not in any great place and college 
students are notoriously broke. They have a really rough budget to live by and the Zipcars cost money. 
SNAP does not. In my mind, the free service is always going to get more use than one that costs people 
especially when they have as little free cash as college students. I am not sure if I am supposed to share 
this information with you but they are looking into getting a private company to run SNAP. 
Mr. Dodd: Oh you know as well? Yeah we were told about that as well and we were told to keep it as 
quiet as possible. 
Officer Gibson: I can imagine. I recently rode with the company around the area as they grilled me on the 
procedures we use and call volume and how we work dispatching ad infinitum. When I told them I did all 
of that with only two vans they were shocked and they were completely baffled by the second person in-
van call taker we used. They usually let the driver take all of the calls and use the radio in addition to 
driving at the same time. To me that seems like a sacrifice of safety to minimize costs. With any private 
company they would get it would always be a question of the company’s profits rather than the safety of 
the students of WPI. Two people in the van really is safer, it allows them to both feel safer just because 
there is someone else there which might deter someone from trying to mess with them in the van and it 
allows them to act as an added measure of safety for the students they are dropping off because there 
are two people watching this person get into their building so they still are not alone. This leaves a huge 
budgetary strain upon us here at the WPI Police Department. In fact, I wanted to get the kids here a SNAP 
jacket with reflectors so they could look professional and uniformed and official which would again only 
help with safety. Perhaps you guys could help me with that by convincing SGA we need more help paying 
for this service. 
Mr. Dodd: Could you give us just a few places that you think are “hotspots” of SNAP. 
Officer Gibson: Well the students that use SNAP just keep using it. So when they get rides to and from 
their apartment, they just keep using it over and over again. But here is a little list off of the top of my 
head: The train station, homes and apartments, Gateway, pharmacies and the area on the other side of 
Highland St. The number of accidents is very low especially in relation to the number of transports SNAP 
does and the fact that the SNAP van is running 24-7. However, these accidents are highly publicized and 
everyone hears about them rather than about the thousands of calls that go without incident. They also 
neglect to inform people that a large majority of the time the accidents are not our drivers’ fault at all. I 
am really very interested to see what this private company comes in with as an offer because I am sure it 
is going to be through the roof. 
Mr. Cohen: Would a third van help the service at all? 
Officer Gibson: I believe that if the SGA is looking into acquiring a new van for SNAP, they should seriously 
consider making it an “activity van”. If this van went to grocery stores, movies, malls and other places like 
that on a predetermined schedule, I think kids would love it. It could run on Tuesdays, Fridays, Saturdays, 
and Sundays because those are the weekends here when students are looking for things to do. A service 
like that would relieve a lot of the pressure on SNAP and the Gateway Shuttle. Eventually, SNAP is going 
to need a third van; there is no denying that. However, if this “activity van” available then it would reduce 
some of the strain on SNAP by taking care of some of the calls on our busy nights and by getting rid of 
some the calls that we are not supposed to accept. 
Mr. Dodd: Is SNAP predominantly funded by the SGA or by the WPI Police Department? 
Officer Gibson: The budget is very tough. All of the costs are really out of the WPI Police Department’s 
budget but SGA also contributes and it is greatly appreciated and needed. Again if we had more of a 
budget I would get jackets for the kids. Unfortunately, right now it just is not a possibility. 
Mr. Dodd: Could you tell us what the protocol involving the flashing yellow caution light is? 
Officer Gibson: those were originally my idea. According to protocol, they are supposed to be turned on 
upon arrival at the destination to help make the van’s arrival known and to make the service seem 
professional and official. We started using the lights after we stopped taking call back numbers. Call back 
number are no longer taken because they were taking far too long and were slowing the whole service 
down. It was simply too hard to do. However, one of the yellow lights was stolen. When one of the vans 
got out of the shop, we noticed it was gone and no one could locate it. That light cost $150 and we had to 
replace it, which just shows how there are intangibles you cannot plan for when budgeting this program. 
There are several things we have done to try to cut costs. Right now we do not even have a separate 
dispatcher from 4-6 PM, it is just the WPI Police Department dispatcher. This is not working because it is 
too much added effort on the Police Department dispatcher who is really supposed to be focused on 
taking emergency calls not SNAP’s ones. However, the truth is that we cannot afford to have a SNAP 
dispatcher for those two hours. 
Mr. Dodd: Would work-study funding help at all? 
Officer Gibson: It is incredibly hard to work around the restrictions they place upon the school and all of 
their requirements. They only allow each student 10 hours of work a week and then they impose a whole 
host of other sanctions upon the school and the WPI Police Department. In addition, do you know how 
hard it is to find a job on the WPI campus? SNAP is here providing 33 students with a real job that really 
pays and helps them out tremendously. In addition, this service is run in a chain-of-command form with 
my two student supervisors running most of the day-to-day program so they get paid more than the 
drivers and dispatchers because they do all of the scheduling and making sure it works for everyone in 
addition to driving and dispatching their shifts and taking over any that cant get filled. They only come to 
me if there is a serious issue that I need to address. 
Mr. Dodd: Could we speak to the supervisors? 
Officer Gibson: Of course. They would be willing to talk to you anytime. Their names are Kevin Black & 
Sophia D’Angelo. This is yet another reason I am not a fan of dealing with a private company; right now 
this program is run by chain-of-command but if they bring in the private company then how would that 
work? Who would the company have to answer to? Also, that company would do no dispatching. They’d 
just take care of vans and driving. It also takes away god jobs from 33 kids, which does not make any 
sense to me. The thing I think we should really get, rather than a private company, is some kind of 
computer system to assist the dispatchers. It could pull up numbers and remember previous destinations 
as well as let all of this information be filed electronically rather than by paper as they are in our current 
system. It would really serve to streamline the dispatch process and then maybe we could even begin 
taking call back numbers again. 
Mr. Dodd: You should sponsor a Mastery Qualifying Project and get Electrical Engineering majors and 
Computer Science majors. That’s the kind of thing they love to do for Mastery Qualifying Projects and WPI 
loves them because they help out WPI. 
Officer Gibson: Well come by to pick up the protocols and call logs when they are available and be sure to 
speak to Kelly Germaine as well. She’ll be a valuable source of information. 
Chapter 4.5.3- Minutes of Meeting With Kevin Black, Student Supervisor 
(Inside a SNAP van) 
Mr. Black: So do you guys have any questions for me? 
Mr. Dodd: Well we already met Officer Gibson 
Mr. Black: She is whom I report to for pay issues, or serious issues with workers and other similar stuff. 
She is not really into the day-to-day operation of SNAP. What exactly is the project about? 
Mr. King: Its an evaluation of the service to make sure that it is running as efficiently as possible, that it 
continues to offer quality service, evaluation of the funding for SNAP and what social implications makes 
the service needed. 
Mr. Black: Do you guys need data? Like would reports on the day-to-day calls, call volume at given times, 
call volume based on time of year help? 
Mr. King: That would be great. 
Mr. Black: Well the service runs from 6 PM-4 AM for all of A Term and part of B Term before switching 
over to 4 PM-4 AM for the rest of the year because of the way the days get shorter. Weather is the 
biggest indicator of whether SNAP is going to be busy or not. When it rains or snows it is going to be a 
busy day. It is also busy on the “party nights” 
(The van arrives at destination and turns on van light and beeps once to alert person waiting of the van’s 
arrival and he is sociable and polite to the person that was picked up. Upon reaching that person’s 
destination a large group of 7 people with multiple destinations was waiting so we left the van and waited 
for them to return to continue the interview.) 
Mr. Black: So Did you guys have any other questions for me? 
Mr. King: If there were one thing you could change about SNAP what would it be? 
Mr. Black: I would love it if we could give accurate wait times. It would solve so many problems even 
though there really is not any way we could do that. It would solve the issue of people asking how many 
calls are ahead of them because that is actually a terrible indicator of how long it will take because we are 
very good at “piggybacking” the calls together when they are close enough. 
Mr. King: So you’d just like to see the efficiency of the service increase. 
Mr. Black: Exactly, and it is not an issue with the drivers because we are always sure to match up people 
with others who have enough experience to assist them if they are new or we try to have people with 
comparable experience together. But there are issues with traffic and just the way cities like Worcester 
work that sometimes make the service not run as well as it should. Please do not be afraid to be critical, 
we are aware some people around campus have a lot of problems with SNAP and we are ok with it. 
Mr. Dodd: You seem to be the most involved person with the day-to-day running of SNAP that we have 
spoken to so far, could you tell us how does it run usually? 
Mr. Black: It depends on the students who are using it but SNAP works very smoothly. The students who 
use it are constant users and they know how to use it and use it well. We greatly appreciate that from the 
students. The weekends can get crazy with people party hopping by using SNAP. 
Mr. King: Do people exploit it trying to go to other colleges or to bars? 
Mr. Black: All the time. We try to work with those students when we are not busy but we do tell them we 
may not be available to give them a ride back. 
Mr. King: So it is really at the dispatcher’s discretion? 
Mr. Black: Usually, they may call me if they have a question about whether or not to take a call like that 
but usually they handle it. 
Mr. Dodd: Would you say that SNAP has a doable workload? Do you think a third van would assist with 
that at all? 
Mr. Black: During the weekdays it is fine and a third van would be unnecessary but during inclement 
weather or the weekends a third van would be great. On a steady day there are approximately 3-4 open 
calls at any given time with periods of none in between. On a busy weekend there can be as many as 8 
open calls at one time which leads to people canceling the ride but not telling anyone which simply puts 
the service further behind. 
Mr. King: Do you think a shuttle to popular destinations would help? 
Mr. Dodd: Places like the malls, Walgreens, CVS and grocery stores. 
Mr. Black: I am not sure. A lot of calls would still come in for tons of people all wanting to go to a bunch of 
different places. I think the only service that would really help would be a free service to bars but that 
would be hard to justify ethically and legally. The WPI PD is definitely against anything like that. 
Mr. King: Don’t people just try to get as close as possible? 
Mr. Black: We almost always figure it out. The dispatchers have a computer right there so they can do 
Google maps and figure out where they are really going. The lies are really easy to spot usually. And that 
only happens on the weekends, most days there are not any incidents like that. 
(The second in-van person does a good job of clearing calls as soon as they were done and taking calls for 
Mr. Black as he drove). 
Mr. Dodd: Anything else you can tell us? 
Mr. Black: Some shifts are just dead nights were we get like no calls. We do the scheduling on a term-by-
term basis to work with each kids differing schedule and I ended up with Sunday late shift (from Midnight-
4 AM) and we have almost no calls. Really there are just some days or nights when we get a big rush and it 
cannot really be predicted and it is just tough to deal with. You know we no longer do call back numbers 
right? 
Mr. Dodd: Yes we were told by Officer Gibson. 
Mr. Black: We used to do them but students assumed that meant we would call upon arrival, which tied 
up the dispatchers really badly as they couldn’t answer the phone while they were calling and waiting for 
someone to answer their phone. It slowed everything down and so we got rid of it but last D Term the 
SGA approached us about reinstating it, which we did for that D Term. It was a mess so we stopped doing 
it again. 
Mr. King: Can you give us an idea about some of the hotspots of SNAP? 
Mr. Black: The Campus Center, Higgins Laboratories, Gordon Library, Atwater Kent, and Fuller Labs, 
Salisbury Estates, Sorority Houses (they are very good users of SNAP), we also have a few people on Dix 
street who are new “frequent flyers”. 
Mr. King: Do you do a lot of drop-offs to residences on the opposite side of Highland St? 
Mr. Black: Yeah, that is where the main bulk of calls want to get dropped off. 
Mr. Dodd: How well do you think SNAP is funded? 
Mr. Black: I honestly don’t know and don’t want to know. That is really Officer Gibson’s area and I leave it 
to her. I can say that, as far as I know, we have never been unable to pay someone or have run out of 
money. 
Mr. King: So do you usually drive or do you dispatch most of the time? 
Mr. Black: I do both. I work 25 hours a week and am in the office a lot. I train the new employees and I get 
called with questions and to cover shifts and deal with personnel stuff. Although, usually, I don’t have to 
pick up a shift more than twice a year. 
Mr. Dodd: Officer Gibson wanted to look into the possibility of sponsoring an IQP or MQP to set up a 
computer system for SNAP that would catalog calls and destinations among other things. Do you think 
that is a good idea? 
Mr. Black: I tried to get something like that done but was basically ignored. It would save tons of 
paperwork and filing and would make accessing all of these files much easier. It would help with the 
analysis of all the data. But these kinds of things easily lose momentum and just sort of stall out. If you 
guys have any other questions feel free to e-mail me. 
